National Conference 2009


Phenomenal Phone Calls

(Open to All Attendees)

Tami to introduce Marie

Marie  (read class Description)

What do you say after they say, “Hello?” Hear secrets from field leaders who know how to tame telephone terror. They’ll share strategies and word choices for talking about the business opportunity and promote the value of a Show. You’ll learn phrases that intrigue folks and put bookings on your calendar. Leave prepared to pick up the phone and make daily contacts by dialing for dollars.

Marie to Announce - Please hold all questions to the end of the workshop and we will have Q & A time and please silence your cell phones.

Marie-(phone phobia ex.)-my fear isn’t of being told “no” -5 min.)

· Why make customer care calls?  


A. Build relationships-I know you’ve heard this before and I’ll say it again. This business is ALL about relationships. Most things being equal, (price, quantity, quality) people would rather do business with their friends.  Things not being quite equal (price) people would still rather do business with their friends. So with over 60,000 people all looking for bookings and recruits, why would they choose you?

B. Provide unique service- When I worked my corporate job, a friend came by my desk to let me sample the perfume she had just received in the mail. She had shopped at this little boutique when she was on vacation in Charleston a while back and had purchased some perfume. She added her name to their mailing list. They called her when they were having a sale and asked her if she would be interested in applying her discount to the perfume that she had purchased the last time she was in. Well, obviously she did! This was a lady who paid $300 for a skirt so I know that perfume wasn’t cheap!  They made her feel special! No one is EVER offended by being told “thank you for your business.” NO ONE.

C. Grow your business – team, hosts, sales

1. TEAM

I know you’re comfortable so we’re going to do this at the beginning of the class.  Everyone stand up and stretch. Give each other a round of applause for all of you for joining the best company in the world! Ok, now sit down if you signed up at your first show, now raise your hand if your recruiter was the same person who initially offered you the business and keep your hand up. Less than 6 months, 6 months to a year, 2 years, 3 years, 4, 5, 6+.  Of the people standing, would a couple of you mind sharing with us why it took that amount of time.  For those of you still standing with your hand raised, a big WAHOO to your recruiters for being persistent.  If you’re not calling people after they order from you and continuing to nurture that relationship, look at what you could be missing out on in terms of team growth!

2. SHOWS

It took me 4 years to host a show of my own after going to my first one, 2 years after that to sign up, and three years after that to decide to leave my $70K corp job in which I got to telecommute to my living room and make this my full-time job. Not everyone comes to a show wanting to do a party. Not everyone leaves a show having booked a party. LIFE HAPPENS AND CHANGE IS INEVITABLE!  

3. SALES

If I found out I could get something great for free and no one told me about it, I would be mad!   We have new sales every month!  One way to open the door for future calls is to ask guests to write everything they want on their order form and don’t scratch anything off. This is a great visual for them and for you during checkout. Write a 0 next to the item(s) they are not purchasing today and you will put it on a wish list for them and call them when it’s on sale for the guest or the host and then run a report when you know the specials (under P3, Reports, Wish List) and CALL THEM! If they have a large wish list, help them to realize that if they have $15 and a pitcher of lemonade, they could get most of it for free, ½ price or at a great discount just for having a fun party!

Marie introduce Tami

Tami - 15 minutes-Why we don’t make the calls

· Why we don’t make the calls - TOP 10 Phone phobias and how to overcome them

Even though the Phone is “the next best thing to being there,” phone phobia still exists.  But the phone is not the enemy, it is the communication skills that is the real challenge.  So let’s brush up on those a little.

III. Top 10 Phone Phobias and antidotes 

1) I don’t have time to make phone calls!

a. Best way to say “I don’t want to do it.”  Say it automatically because we are so busy and over-booked in our lives. 

b. We always find time to make time for the things we really want to do, so you must ask yourself “Do I really want to make those calls?”

c. Consider this:  may not be that we don’t have time to make the call, but we might not have time to follow through on what the call will dictate that we do.

d. Differentiate what you really don’t have time for.

e. We block time for calls, then we get busy and calls are the first to go.

f. Make appointment with yourself to call specific people at a specific time with their names and phone numbers.  Won’t slide as easily.

g. Block out small blocks of time rather than large blocks to make the calls.

h. Takes effort and focus.

2) I don’t want to bug people!  (this is from Christie Northrup, the Lemonade Lady)

a. We don’t want to be known as a bug or pest.  So let’s put ourselves in the prospects place.

b. Let’s look at how we might perceive it when people call unexpectedly, so we can be sure we are not a pest.

c. What kind of bugs are there?

i. Bugs without ears – mouths move but they don’t hear you what you say.  As the caller you must LISTEN.

*  How are you?  Been Sick.  Oh, that’s good - NOT!

*  “I’m not interested thank you.”  Don’t keep talking.  Simply end the call with your polite reply, by saying “Thanks for taking the time to take my call.”

ii. Bad timing bug – Call comes in at naptime, dinner time or any time that doesn’t work for the recipient.  I don’t expect people to know if I am busy or not.

1. To make an enemy – ask “Are you busy right now?”  We are all busy.  So that can be a slap in the face.

2. Start by saying “Is this a good time for you?”  If no, as “When would be a good time for me to call you back?”

3. This will eliminate the “Bad Timing Bug”.

iii. Un-interested Insect - This call is all about them, the caller.  They are using a script and they won’t vary the conversation for any reason, even if you ask a question, even one out of the norm.

1. If they have a concern, you need to address it before you try to get another sale.

2. Acknowledge & appreciate their previous business. Ie.  Any questions?  Use & care?  Need a recipe?

3. Check to be sure they are happy with their current product.

iv. The pushy pest – Too much of a good thing might be too much.  Ever had a time when a new person you meet and like, becomes very much a pest.  This person may have good intentions but is not very perceptive.  As the sales person you are so excited with this new customer that you find yourself calling them too often. To be positive that she loves her product!  Don’t be too much “in her face”.

1. This is where you become a true professional and you learn to determine her needs.

2. You may even ask “when would you like for me to call you again?”

d. The bottom line on BUGS, take the focus off of you and put it on the customer and what she wants/needs, you can be persistent without being a pest.  In fact, you will be THE BEST!!

3) I don’t know how often to call.

a. Because communication is individualized it depends on the prospect and the purpose for your call.

i. The prospect – Can ask for permission to call with regard to the season. “Would you like for me to call you when our new spring line is introduced?”  OR based on the prospects needs “Would you like for me to call you in a few months to check on your supply of coffee and spices?”  “Would you like for me to call in the spring to schedule your wedding shower?”
1. BEST antidote for this phobia is to ASK “When do you want me to call you again?”  “How often do you want me to keep in touch with you?”  This is the best approach because the prospect will answer in specific terms – in a few days, next week, after next new product line comes out.  

2. Most will ask you to call them more frequently and sooner than you anticipated.

ii. The product or service – 

1. Calls 2-3 weeks later to be sure they like the product

2. Gentle reminder 1-2 months prior to host discount expiring.

iii. The purpose – 

1. Calls are for sales & marketing, but not the only time or reason to call.  Other reasons for a call:

a. Follow up after service/product provided.

b. Their birthday

c. Anniversary of doing business with you.

d. Updating on service issues - how to return a broken item or item on back order.

e. For good news!  A new ____ just went on sale.  

f. Check out my Outlet!

g. Recognition – I saw your son in the local newspaper for hitting a home run and winning the game!

4) Fear of saying NO!

a. Surprised that this is not #1 but is in top 5!

b. Don’t be afraid of no, because they are not saying no to you as a person, but to your offer.

c. Forge on!

d. Cora Fisher says NO = Next Option!

The FEAR I want you to have always is not that she will say no to YOU, but that she will say YES to someone else.  That fear should keep you moving, picking up the phone and dialing!!

5) Just don’t know what to say


a. HUGE, we fumble over what to say.  We are going to cover this one in detail, later in class with some detailed “words to say”

b. When you are in tune to your customers and their needs, you don’t need a script, and you don’t have to fear “What am I going to say?”

6) People are not available or don’t answer your calls, and they NEVER return your calls.

a. The answer is to Be in control of your own communications

b. Don’t ask them to return your call when you leave a message.  Tell them you will call them back.

c. Returning your call is not their TO DO.  You are the one asking for their business.

d. In some cases you promised to call them back and you are just trying to do that.

e. Instead try this, announce that you will call them back.  Suggestions on how to leave message:

i. Call #1 “Sue, This is Tami with The Pampered Chef, I know you are a busy person, but I’m calling with some great news so I’ll call you back in the next couple of days.  In the meantime, if you are excited to hear the news and would like to call me back, you can reach me at (123) 456-7890.  Happy cooking to you!”

ii. Give your phone number slowly and clearly so they can write it down.

iii. Then be sure to put the call on your calendar as an appointment, NOT on your TO DO LIST to call Sue when you promised.

iv. When you call back, continue to leave a voice mail in the same manner.

v. What if she never answers the phone and it always goes to voice mail, when and how often do you call back??  Here’s a suggested timing:

1. Timing – call #2 in next couple of days

2. Next call is in a couple of days as you promised –     “Hi Sue!  It looks like I’m still not catching you at a good time, so I’ll call back next week and tell you how you can be eligible to get __(FREE products, host special, whatever!)_.  But if you can’t wait for me to call you back, my phone number is (123) 456-7890.”

3. Next call is made next week “Hi Sue!  I’m sorry I’ve missed you again, I’ll check back with you next month. But if you can’t wait for me to call you back, feel free to call me back at (123) 456-7890.” 

4. So, the question is “How many times to call someone?  It depends on who dies first!  You want to be their consultant for life.  And You know when No means NO.

5. It has been studied and documented that it takes an average of 5-6 contacts to reach a customer.

6. Try different times of the day, and different days of the week.

7. Never throw a number away.  They may not need your service now, but may later. 

8. It is very polite of you to keep trying them back.

9. Don’t fret, there are plenty of people that will respond to you as you keep dialing!!

7) You’re just not making any progress on the phone!
a. I am so sick of making calls!  I’m not doing this anymore!

b. Or the conversation you have with your self about what they are “probably doing now” for every hour from 5-9 p.m.

c. Tell me, how many people did you call this week? Thousands, a lot, way too many, I don’t know.  Rarely a definitive number can be given.

d. Start making a phone book. (can use Contact Management in Pampered Partner Plus or simply a spiral notebook, or the customer care log - on printable materials CD and on Downloads Center on Cons. Corner)  Write down:

i. The name of the person you called

ii. If they answered the phone or not

iii. If you left a message, and so forth . . . 

iv. This is keeping score in your communications game, just like you would keep score in a baseball game.

v. Here’s how you can code the calls

1. VM – left a voice mail msg.

2. NA – No Answer

3. NI – No Interest at this time.

vi. This let’s you see that you have taken action.  Yes, I know results are what matter, but you have to account for your actions first, before you can tally your totals!

e. If you go to a Dr. for a throat infection he may prescribe an antibiotic pill which could take a few days to kick in.  Then, in the meantime, he may also give you a throat spray.  You may also feel that a cold milk shake will make it feel better.

i. You are layering your treatment.  You are not relying on one thing to remedy you.  Likewise, you can layer your communications efforts with other modes of communications.

ii. If you don’t feel the phone is being very effective with someone, you can blend your phone calls with another kind of communication.  

-  You might send a fun postcard with a message of some sort that says you will follow with a phone call explaining the details.

iii. While you are on the call sharing your news you might also direct them to your website or offer to take them on a tour of your website, as another layer of communication.

iv. Then you can mail a catalog or Come Join Us brochure, a recipe and follow up a few days or weeks later with another call.

v. Now you have layered your methods of communication and that adds value to the phone call.  

vi. You may find that your prospect prefers to be contacted by email, mail, or some other mode through your talking with your prospect.  But you will never know unless you try to talk with the prospect.

f. Even though there are many methods of communicating, like email, mail, etc.  The phone really is the next best thing to being there!  And nothing replaces the value of a personal phone call.

8) You’ve waited so long to call them that they are going to think you are a slacker!  (Ah ha, your phone phobia has caught up with you and now you are living with the guilt!)

a. Your business isn’t growing because you are just thinking about this guilt and you are not picking up the phone.

b. The remedy is CONFESSION and ACTION!

i. Just dial those numbers and if you need to apologize for not keeping an appointment do it and move on.

ii. Most of us just beat ourselves up and your customer has no idea that you are a slacker!!  They are not accustomed to having people stay in touch with them.  You are just on this guilt trip by yourself.

iii. Only promise yourself to make the number of calls you plan to and know you can make!!  Stagger the mailings, so you have time to place the calls over a period of time.

c.   How can you get started?  Send them something first by mail then follow up, can make a cold lead into a warm one.

9) Just don’t know who to call?

a. Begin with people whom you have done business with “Grow with whom you know!”  But don’t hit them right away with  “please buy my stuff” or “Do you want to host a show” or … “become a consultant”.  Rather start by having a purpose for your call.  Get comfortable with having conversations over the phone!!  

b. The more outbound calls you make, the more inbound calls you will receive!  And they are not always from the ones you called.  It is almost like you are letting the world know “Alright!  I’m ready to communicate!!  You can start calling me, anytime!!”  When you start dialing, they will start calling you too!

c. Ask your self this question:  “Who would be really mad at me if I didn’t call and tell them about this (product, service or new program)?”

10) I still just can’t pick up the phone!  I’m just scared!!!

a. I understand being scared.  Then the best thing to do is pick someone to work with - a phone friend/buddy.

b. Be picky about this person.  Must be serious about building her biz. And as interested in getting new customers as you are.  

c. When you work together you have accountability to each other.  You can also learn from each other.

i. Schedule 15 minutes a day to work together, every day Monday-Friday

ii. Get up 15 mins. earlier, stay up 15 mins. later, what ever it takes.

1. You can practice/role play or share ideas how to respond to the comments you are getting on your calls.

2. No talking about other things!  And do not go over 15 minutes.

3. Stay faithful to these calls, your confidence will increase.

My secret:  Practice!  Make lots of calls and the calling gets easier with each and every call.  Once you get good at it, it will be like riding a bike - you won’t forget how and it will become Enjoyable!

Tami – 5 minutes-Who to call and 5 Question Customer Care Call

· Who to call

· Guests

· Day after Cooking Show (or before you close it) - words to say


-  I’m sure you wanted more products than you purchased at the show.  Are you familiar with all the free products and discounts you can earn as a host?

· After products are delivered (Out of the Box Call) - Tami’s 5 questions to ask.  Timing - Last week of month after the show is done.  Ie.  Show in July, I call last week of August

· Tami’s 5 question Customer Care Call

1.  Are you enjoying all your products?

2.  I am getting ready to place an order soon, is there anything you need?

3.  Would you like to know how you can get some for free and lots of BIG discounts?

4.  Share Host Bonus for the month I am trying to book?

5.  Could you use a little extra money?  I would love to tell you how PC could work for you! OR I am soo happy that I chose to become a PC consultant, and I think you would be great at this!  Would you like to hear how it could benefit you too?

6.  Is there anyone you know of that might like to get some friends together and let me cook for them?  Or anyone who might need a flexible way to make more money?

· Hosts - when the show is about to be or has been delivered, 5 months after the show and 10 months after the show.

· Referrals - I give referral bonuses - $25 for recruit when he/she does $1250 sales, and 10% off at the show if referred a booking.  I tell at shows, and on Out of the Box calls.

There’s not a right or wrong time to call - you can choose what’s best for you
Marie-20 minutes

(this is the “3” part of 3-2-1) and the cool part is they “need” you to call them!_

II and III.  Opportunities to call and Who to Call

A. Outside orders- People who place outside orders on cooking shows or place orders on a catalog show also deserve your “pampering.” They need to know several things:

-That you’re thankful for their business.

-That PC will send Fed Ex to pick up anything they’re not happy with within 30 days of shipment, free of charge!

-That the items they purchased have a product guarantee.

-How to return an item after 30 days.

-That they can become a consultant, host a cooking show, catalog show, or shop online at any time.

If you don’t call to share these things with them, the consultant at the next party they go to will become their consultant and get YOUR business!  Don’t give your business away by not doing anything. This is simple, very much appreciated, and builds customer loyalty to YOU!

Don’t know what to say? Here it is, laid out in simple form for you. This script seems long, but only takes a few minutes to share.

Hi, thanks so much for placing an order on _____________’s show. I appreciate your business and look forward to giving you great customer service. I need to let you know about the product guarantee on the products you purchased.  First, you’ll want to save the receipt that came with your product (it says Guest Receipt at the top of the page) under your silverware tray. You’ll need it if you want to return or exchange anything. The product guarantee is listed beside each product on the receipt. For the first 30 days, if you need to return or exchange anything, Pampered Chef will send Fed Ex to your door to pick up the product, free of charge to you. After that, you’ll need to mail it back to Pampered Chef. Call me with any customer care issues, broken products, etc. and I’ll call Pampered Chef for you. Don’t throw anything away as Pampered Chef will want the product back before it can be replaced. Do you have any questions about our return policy? 

You know, I also need to make sure that just because (you couldn’t attend the show OR this was a catalog show) you aren’t missing out on the great customer service I give all of my guests. Can I share some info with you about them? Great!

The first thing I wanted to share with you is our best product and that’s our business opportunity. Right now, many people are looking for a way to supplement their income and we’ve found that over many of our customers have considered being their own boss by having their own business OR (personalize). Have you ever given something like that a thought?

If yes, interview them right then if they have the time or set up an appt.

If no:

Is there someone else you have in mind who could use a little extra income? I’m not a stalker so I don’t cold call people. If there’s someone you know could use some extra money in these unstable economic times, would you share my name and number with them or get their permission for me to call them? Now more than ever, Pampered Chef can help in so many ways. This might be just what your friend is looking for.

TWO SAMPLE SCRIPTS-personalize what YOU want to say

1) We have 30 new spring products and Dinnertime in No Time theme show recipes that take about 20 minutes or less to prepare at about $2 per serving. We had such a blast at ___________’s show learning these new recipes and just for hosting a party, ______ earned ______ in free products and I didn’t want you to miss out on the opportunity to get some friends together at your own house to earn a lot of what you want for free or at a great discount. Have you ever thought about hosting a fun party of your own?

2) We have 30 new spring products and Dinnertime in No Time theme show recipes that take about 20 minutes or less to prepare at about $2 per serving. My hosts earn an average of $100 to $140 in free products just for having their friends over to check out our products and learn some fast family meals while enjoying a little “me” time. Have you ever thought about getting some friends together for a fun party of your own?

If yes, set a date.

If no, ask “is that a no, not ever or just no, not right now?” If no, not ever, offer a catalog show:  _____saved ______ just by passing around the catalog to her friends. Would you like to earn some additional product by hosting a catalog show just like she did? (If it was a cooking show, just let them know they still earn host rewards for a catalog show).

I also want to let you know that you can order 24/7 on my website so if you need something and don’t have a party to go to coming up, check out my website and online outlet. 

Thank you so much for chatting with me and choosing me as your consultant. Can I send you a recipe and add you to my once-a-month newsletter list? You can unsubscribe after the first one if you don’t like it, but I think you’ll find it’s full of great recipes, food tips and Pampered Chef info.

Have a wonderful day!

E. “Out and about” contacts - Be a billboard and what to say

If you don’t advertise, how will people know you’re in business? 

Purchase the catalog tote-carry one catalog on the outside or a printable from Consultants’ Corner.

Wear logo wear

Dress your husband/kids in logowear

Advertise on your car

Carry Pampered Chef bags at other stores to carry all of your bags

Use the recycleable grocery bags

For anyone with a full-time job, if someone asks you what do you do, put PC first! It earns you more money!

If someone asks you about Pampered Chef, don’t immediately offer them a catalog. Find out what they need.  

Examples:

Q. Do you sell Pampered Chef? 

A. Yes, I do. When was the last time you hosted a party, went to a party, checked out our new product line? 

This gives you several tidbits of info:

If they ever hosted, how long ago it was, if they have a consultant taking care of them, ever sold Pampered Chef in the past.

Find out if they have a consultant currently taking care of them. If they do, we aren’t in the business of taking other consultant’s customers. If they can’t remember their consultant’s name, chances are, they haven’t heard from him/her in a while (get a website and send out at LEAST a monthly newsletter!) 

If it’s been a while since they hosted, let them know what current shows you’re doing and offer a show. If they used to sell Pampered Chef, find out why they left the business and offer them the opportunity again! Chances are, their lives have changed and so has PC (Career Plan)! If they don’t have a consultant currently servicing them, give them a magnet and a mini-catalog. Let them know you’ll send a full catalog the next day for their address, etc. Give them a recipe card and let them know you look forward to being their consultant. Then CALL THEM to follow up. Remind then where you met them and then ask how many pages they have turned down in the catalog.
GRATITUTE BLITZ (NOT TO BE CONFUSED WITH A BOOKING BLITZ!)

Who to call?

Anyone that has ever purchased from you, any host, any customer that spent a certain amount, anyone that bought a (specific product), or your list can be totally random.

OR

Pick a show from 11 months ago – since most products are guaranteed for at least one year, you can remind them of the product guarantee and check to make sure they are using/loving their products.

OR

Run a report for upcoming host specials

OR

Pick anyone that purchased your favorite product (DCB)

Just start calling! To each and every person you contact, this call says you care about them, you are willing to take the initiative to be of service and you desire their 100% satisfaction with Pampered Chef. PERIOD!

What to Say?

I.P.S.

Identify yourself and reason for call

Product focused conversation

Offer 3 Services (Earning opp, hosting opp, purchasing opp)

Always start by 1)identifying yourself and where you met (host’s show, fair, etc.)  Let her know you’re making customer care calls today and does she have a minute or two to chat. 2)inquire about the products she purchased from you and find out if/how she is using her product. If she’s not yet using it, let her know you’d like her to get great value from it and ask if she’d like some suggestions/recipes (“can I share?”) This is a CONVERSATION. Do not talk at her. By the time you finish with this segment, hopefully she’ll be as excited about using her item as she was the day she purchased them at the party! When you have finished with this and she sounds excited and connected… 3) Ask if she’d like to hear what PC currently has to offer.

If she says NO, that’s ok. Just thank her for her business and encourage her to call you if she ever has a question or needs ideas. You have just completed a successful customer care call!  You have let your customer know that you care about her satisfaction by offering to be of service to her.

If she says YES, start by letting her know that PC offers a fun/flexible way to bring in some additional income.  You could say, “I know a lot of people these days are looking for ways to bring in some additional income and reduce expenses for their family. PC is one way to do this. Is this something you’d be interested in finding out more about?”

If yes, interview or set up interview time. If no, that’s fine, move on to the booking opp. Sound familiar? It’s exactly the same as the outside order call.

What if I Fail?

That’s the best thing about a gratitude blitz-you can’t fail! Your goal is to provide customer service so it’s all about them, not what you can get. If you add a recruit, a show, or a product sale, that’s simply a higher degree of success! Let go of the outcome and enjoy the process! Doesn’t this make you want to get on the phone? 

Tami – 5 minutes on what is a successful call

· What is a “successful” call?

· One you make!

· Avoid these two “extremes” 

· Calls are only successful if I get a sale, booking or recruit

· I don’t care if I don’t get anything concrete, I just want to give good service

· Important to establish yourself as “their PC consultant” and to set up for future business.  Send a catalog, recipe or business info.  Add to your monthly E-newsletter.  Verify their current contact information.  Then follow-up.

· No’s are a normal part of the process - ie.  Waitress who offers dessert.  And if they say no, you should snicker (don’t mean laugh!)

Marie-5 minutes

4. Making customer care a habit

a. Set goals – part of 3 contacts/day - if you are calling your Outside order customers and everyone from catalog shows there you have your 3 contacts per day!

b. Schedule call time-block out small blocks of time so you don’t get overwhelmed, leave for a show ½ hour early, make one call at the top of every hour, make 2 calls on the way to work and 2 calls on the way home.

c. Organization tips (keeping track of names/numbers/when to call) - Lead Box

d. Track progress-you may think you’re making 3 contacts a day when in reality, you may be calling the same people. 3 checks in your calendar with three different names penciled in.

· Aha’s and action steps. (for workshop attendees) 

(Home Office will provide an overhead transparency to display at the end of your presentation.  Provide a few minutes for attendees to reflect on ah-ha’s and write down their action steps.)

We recommend that you exchange business cards with the person sitting beside you and there is your new “Practice Partner!”

1. What aha’s did you have about making customer care calls?

2. Announce at your Shows that you provide good customer care with follow-up phone calls.

3. Practice the Customer Care Call Outline 5 times with a friend.

4. Use the call outline to make 3 phone calls each work day for 2 weeks.

5. Use the Out of the Blue call outline to make 10 “out of the blue” calls.

Question & Answer Time – Marie and Tami

Handouts:

Aha’s and action steps

Customer Care Call Outline (04/09)

Out of the Blue Call Outline

Resources for speakers:

Lead sytem training and “call scripts” for words to say

Online Training Center Course


Customer Care

Online Training Center Print Resources


C.H.E.F. – Four Steps to a Customer Care Call

Tele-classes


Getting Started with Customer Care


Making Customer Care a Success Habit

Consultant’s Corner Print Resource 

Customer Care Call Outline (4/09) – Download Center > Leadership Handbook

Business Guide


Cooking Shows & More chapter, pp. 10-11

Audio in the Online Training Center (MP3)


Phone Courage, Virginia Stein – National Conference 2008

Audios from a Supply Order (CD)

Build Your Business with Customer Care (AX13), Ivelisse Page, 

Tammy Loiselle

Customer Care: Taking Care of Business (AV61), Karyn Battey,  Connie Florer, Jessica Goeke






